
©Simply-Docs - PROP.EST.29 - Estate Agent’s Acknowledgment of Complaint Letter 

Dear <<insert Customer name>>, 
 
Receipt of Complaint 
 
Thank you for your [<<insert document, e.g. letter, email, complaint form>>] OR 
[telephone call] of <<insert date>>, giving details of your complaint concerning 
<<insert basic details of complaint>>. 
 
I am sorry to learn that you are [unhappy with] OR [having problems with] <<insert 
subject matter of complaint>>.  All complaints are considered carefully and we are 
now in the process of investigating your complaint. 
 
Please take note of your Complaint Reference: <<insert Complaint 
Reference>>.  This is a unique number assigned to your complaint and will be used 
to track it.  Please remember to quote your Complaint Reference in any 
communications concerning your complaint. 
 
Your Complaint Handler will be <<insert name [and position]>>.  [He] OR [She] will 
be your point of contact while your complaint is being handled.  <<Insert name of 
Complaint Handler>>’s contact details are as follows: 
 
 Telephone Number: <<insert telephone number [and extension]>> 
 Email Address: <<insert email address>> 
 [Postal Address: <<insert address>>] 
 
We aim to investigate all complaints promptly, and to provide a written outcome of 
our investigation within <<insert period no longer than 15 working days>>.  Please 
note, however, that the process may be delayed due to reasons beyond our 
reasonable control or if your complaint is unusually complex. 
 
We may contact you during the process for further information.  If you have any 
questions or wish to provide any further information, please do not hesitate to contact 
your Complaint Handler. 
 
Please also find attached [a copy of] OR [copies of] our Complaints Policy [and 
Complaints Handling Procedure], which explain[s] how your complaint will be 
handled. 
 
Yours sincerely, 
<<Insert name and position>> 
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